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Abstract 
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While making money remains the end, managing brands successfully has become means number one. 
Many hotels and restaurants globally are affiliated with multi-unit brands, and hospitality branding is a 
global phenomenon for at least three reasons: the customer’s desire for a predictable product and service 
experience, economies of scale in advertising and distribution, and market power in negotiation with 
suppliers, high-value buyers, and developers. 
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When consumers become 
deeply knowledgeable about 
a brand, they can even 
become brand evangelists. 
The key remains energized 
differentiation of the brand. 
—Ed Lebar, founder, and 
Seth Traum, director of brand 

























































































































































































Top growth brands 
demonstrated four key 
elements of brand building: 
having an ideal, focusing 
on fundamentals to remain 
true to the brand’s heritage, 
recognizing the importance 
of leadership (in the form of a 
brand champion), and seeking 
engagement.—Benoit Garbe, 











































































A systematic study of 
amenities that guests actually 
want and use found that hotel 
guests tend to over-choose 
features and focus on different 
dimensions before they use 
the product than after using it. 
—Rebecca Hamilton, professor, 
University of Maryland, Matt 
Valenti, director of global 
market research, Starwood, 
and Jennifer Sabet, manager, 




































































Although different brands 
bring various levels of value 
to a hotel deal, most lenders 
prefer having a brand over 
independent operation.—Mark 
Woodworth, president, PKF-HR, 















































































“Shelf space” is an essential 
consideration—that is, having 
the brand appear, under 
Hilton’s retail guidelines, in 
as many relevant locations 
as possible as many times 
as possible.—Paul Brown, 
president, brands and 















































































Taj created a brand structure 
that made sense both 
externally, in terms of 
customers’ perceptions, 
and internally, in terms of 
organization.—Lulu Raghavan, 
country director, Landor 
Associates, and Ajoy Misra, 
senior vice president for sales 












































































The industry’s continuing 
consolidation in the last two 
decades increased the number 
of disputes regarding territory 
issues.— Jim Renard, a partner 












































































If you’d like to know what 
design issues your property 
faces, ask your employees. 
Their concerns mirror those 
of guests.— Howard Wolff, 
senior vice president at WATG
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